
Tailoring Salesforce to Unique 
Programs: Senior Services Stays 
Agile with Technology

Meera Nilekani
IT Data Manager
Senior Services

Norah Stevens-Kittner
Nonprofit Content Marketing Associate
The Salesforce Foundation

John Gleichman
IT Director
Senior Services



Safe Harbor
Safe harbor statement under the Private Securities Litigation Reform Act of 1995:

This presentation may contain forward-looking statements that involve risks, uncertainties, and assumptions. If any such uncertainties materialize 
or if any of the assumptions proves incorrect, the results of salesforce.com, inc. could differ materially from the results expressed or implied by the 
forward-looking statements we make. All statements other than statements of historical fact could be deemed forward-looking, including any 
projections of product or service availability, subscriber growth, earnings, revenues, or other financial items and any statements regarding 
strategies or plans of management for future operations, statements of belief, any statements concerning new, planned, or upgraded services or 
technology developments and customer contracts or use of our services.

The risks and uncertainties referred to above include – but are not limited to – risks associated with developing and delivering new functionality for 
our service, new products and services, our new business model, our past operating losses, possible fluctuations in our operating results and rate 
of growth, interruptions or delays in our Web hosting, breach of our security measures, the outcome of any litigation, risks associated with 
completed and any possible mergers and acquisitions, the immature market in which we operate, our relatively limited operating history, our ability 
to expand, retain, and motivate our employees and manage our growth, new releases of our service and successful customer deployment, our 
limited history reselling non-salesforce.com products, and utilization and selling to larger enterprise customers. Further information on potential 
factors that could affect the financial results of salesforce.com, inc. is included in our annual report on Form 10-K for the most recent fiscal year 
and in our quarterly report on Form 10-Q for the most recent fiscal quarter. These documents and others containing important disclosures are 
available on the SEC Filings section of the Investor Information section of our Web site.

Any unreleased services or features referenced in this or other presentations, press releases or public statements are not currently available and 
may not be delivered on time or at all. Customers who purchase our services should make the purchase decisions based upon features that are 
currently available. Salesforce.com, inc. assumes no obligation and does not intend to update these forward-looking statements.
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Celebrating 15 Years of Giving Back

1-1-1 Model 
Adopted by

$85M+
Grants

1% Equity

25K+
Nonprofit Organizations

1% Product

Sharethemodel.org

1M+
Service Hours

1% Time



Improved ability to achieve mission

Recommend Salesforce to others

%84

91%

Proven Success Across the Nonprofit Sector



Fast Innovative Open Easy Trusted

No Hardware

No Software

Faster ROI

Flexible

Automatic Upgrades

Continuous Improvement

Any Device

API First

Data Portability

Secure

Transparent

Performance at Scale

Subscription Model

Real-time Customizations

AppExchange

Cloud Computing

The Cloud is the Fastest Path to Success



Connected
World

Accountability
& Big Data

Legacy
Systems

Greater 
Competition

5B smart 
phones 
by 2017

4.5B 
social 
users

Americans took in five 
times as much information 
every day in 2011 as they 
did in 1986

“You can achieve amazing 
progress if you set a clear goal 
and find a measure that will drive 
progress toward that goal. “

Bill & Melinda Gates Foundation
Annual Letter, 2013

Every organization
reinvents the wheel
Fragmented systems
create silos
Not designed for
mobile & social world

The Challenge: Changing Landscape for Nonprofits 



Do Your Systems Enable The Connected Nonprofit?

Legacy Systems Connected Platform

Communications

Development

Programs



Marketing
Donors

Partners Advocates Community
Employees

Board

Community

Clients
Volunteers

HR ERP Payroll

The Connected Nonprofit

Analytics
System of

Record

System of
Intelligence

System of
Engagement

Program Management Fundraising

Analytics



Program Management: Deliver Programs & Services at Scale

Manage all of your programs, projects & 
services in one place

Track cases, outcomes & impact in real time

Access & update data from anywhere

Program Management for Every Nonprofit 
Human Services  •  International Development & Disaster Relief

Health & Wellness  •  Education  •  Chapters & Associations
Foundations & Philanthropies  •  Public & Social Benefit

Cause & Cure •   Advocacy & Civil Rights  •  Environment
Animal Welfare •  Media, Arts & Culture  •  Faith-based

Program Management





Our Organization
• Non-profit established in 1967 in Seattle
• Promote positive aging through integrated system of quality programs, initiatives and senior centers
• Serving over 55,000 people each year
• 250 paid staff & over 3,000 volunteers

Core Programs
Information and Assistance
Senior Rights Assistance
Health Insurance Benefit Advisor HelpLine
Transportation
Senior Centers
Aging Your Way

Project Enhance
Caregiver and Kinship Care
Community Dining
Meals on Wheels
Minor Home Repair
Cultural Competence and Undoing Racism

Senior Services



Our path to Salesforce 
• Many individual Microsoft Access databases = difficult to manage

• Frequently changing funder needs

• Needed centralized, web-based system
o Affordable
o Easy-to-use
o Flexible

• Started with Salesforce CRM in 2007

• Redeveloped all databases on Salesforce platform; benefits include:
o Centralized management
o Easier client support
o Management recognition



Meals on Wheels
Program

• Serves homebound seniors 60+ throughout King County, WA 
• Up to 2 meals per day
• Menu of 36 frozen meal options, each meets 1/3 RDA for seniors
• Mobile Market groceries

Scope
• Admin Office, Warehouse, 23 satellite sites 
• 19 staff, 300 volunteers
• > 2,200 unduplicated clients per year
• > 400,000 meals/year

Demo

http://demo.mymow.org/
http://demo.mymow.org/


• Senior Services developed and administers two evidence-based programs
• EnhanceFitness is a one hour group exercise class taught 3x/week by certified instructors (ongoing)
• Implemented in community sites across the country

• Data collected:
o Client demographics 
o Program Attendance
o Outcomes (functional fitness tests – strength, flexibility, balance) 
 Collected at baseline and periodically as client attends the program

What is                      ? 

For more information, go to www.projectenhance.org

http://www.projectenhance.org/


Why transition to Salesforce?  

Tens of thousands of participants nationally

Hundreds of thousands of forms

Streamlined data collection = more efficient + precise outcome measurement



Data Entry System

System Requirements:

• Remote access and support

• Easy to use

• Robust reports

• Mobile (eventually)

Goals for new system:

• Empower participants to improve their own health, and keep 
them motivated by showing them their progress regularly

• Meet funders’ reporting requirements, and show ROI to 
leadership

• Increase affiliates’ engagement and bring them closer to 
their data



Recap
Customized, easy-to-use client/service databases for all of our many programs

• Robust databases with minimal programming

• Custom code allows for high degree of styling and customizing complex processes

• Our systems could grow more fine-tuned to our processes as our skills developed

The time invested in improving our systems has allowed us to:

• Spend less time building funder reports and more time providing services

• Reach more people with our services

• Focus more on quality of service



Get help from other Nonprofit and Higher Education Salesforce 
users in the Power of Us HUB
Join your Local User Group to meet other Salesforce users in 

your area
Attend our Weekly Office Hours to ask questions and get tips
Check out Foundation Events/Webinars
Find more case studies and customer success stories on our 

website here

Resources for you to Explore

http://powerofus.salesforcefoundation.org/
http://www.salesforcefoundation.org/help/user-groups/
https://powerofus.force.com/articles/Resource/Salesforce-com-Foundation-Weekly-Office-Hours
http://www.salesforcefoundation.org/events/
http://www.salesforcefoundation.org/success-stories/


Thank you
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